
    

      











    

             
                  

               
             

               
              

                  
                   
     

                 
                  

     

                 
              

 

  

   
       

 





















To whom it may concern-  

Unfortunately, this is going to be a rather lengthy message. I had a recall on my 2013 Kia Forte, it 

involved the brake pedal stopper. It was my fault for not bringing in my KIA earlier, I had called months 

earlier and left two VMs with the service dept because they never answered the phone. They always 

called me back but unfortunately, I do not have cell service out where I live so I gave up. A few months 

later I brought my car in. At this point all my break lights were burnt out. The recall stated that my break 

lights would continuously stay illuminated. Kia dealership stated they would not fix my break lights but 

assured me the ONLY issue was that the bulbs were out. He also stated I needed new tires and when I 

told him I wasn’t interested he was visibly frustrated. I was not going to pay the 60 bucks they quoted 

me to have new bulbs put it in and he also made some very rude comments about how my fiancé may 

not can change the bulbs. I know from experience that I could go to an auto parts store and spend about 

5 bucks on bulbs so that is what I did. When I got to the auto parts store to switch my bulbs out, the 

bulbs had burnt and melted into the plastic socket and would not come out. At this point I was 

aggravated but planned to take my car to a privately-owned mechanic to have it fixed, that’s when I 

realized all my dash lights were out as well. I know for an absolute fact that my dash lights were working 

when I brought my Kia in. At this point i was aggravated and called and asked to speak to the manager. I 

told him about my experience and told him how his service guy was more worried about me spending 

money or swiping my card than if I was happy or pleased with the service. I understand I was not 

spending money, but I did buy my car from KIA and deserve the same respect any other paying 

customer would have gotten. Josh, the manager stated that he would fix my break lights because that is 

no issue and he isn’t worried about the cost of it he did state that he cannot be certain that the dash 

lights quit working while I was at the dealership. I assured him I leave every morning before the sun 

comes out and was certain they were working before my visit. Long story short I went back in, so he 

could get the burnt bulbs out and replace the lights, because remember the service dept told me that 

was my only issue (burnt out bulbs). Of course, said the dash lights were not on them and that it was 

just a burnt bulb and I would have to take the dash apart to fix it…  

Honestly, I did not even think to check if they fixed my break lights, that didn’t even cross my mind 

because that was the ONLY reason I was there. This morning I was dropped off at work and as my car 

was pulling away I realized my lights were still NOT fixed. Is there a new bulb in there? yes, are the brake 

lights working? No. Now I’m worried that is more than what the service dept stated it was. But besides 

that...how can you not ensure something is fixed before you send the customer home. 

At this point I am BEYOND frustrated. I have never ever had an issue with my KIA but I can ensure you I 

will never give KIA another dime of my money solely on the service I received here in Asheville. I will also 

make a public post regarding the KIA dealership in Asheville. I hope that other customer receives better 

service than I did.  
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Consumer Assistance Center Case Report

Printed By: AIbrahim Case Number  05/03/2013 08:52:38 AM 

Case Details

Title:  SA Escalation: Cust States Radio won't Play; Hears Pop Noise; Smoke out of Vents 

VIN: KNAFU4A21  Mileage: 17665 Status:  Working 

Year:2013 Model:FORTE SEDAN 

Priority:  Priority Severity:   High Call Source: Service Alert – TL

Owner:  Ali Ibrahim Owner Email:  @crosscountry-auto.com 

Case Type Level1:  Complaint

Case Type Level2:  Quality

Case Type Level3:  Audio System

Case Type Level4:  CD/DVD Operation

Contact Details 

Name:   

Phone:  Alt Phone:  Fax:  

Address1:   

Address2:  

City:  Baton Rouge State:  LA Zip:   Email:  

Dealer Details 

Code:  LA001 

Name:  Kia of Baton Rouge 

Case History

*** PHONE LOG 10/30/2012 07:00:23 PM (Local Time) sa Action Type:  
Dealer :Kia of Baton Rouge 
Technician :Bryant Coyne 
Service Manager :N/A 
Dealer Phone  
DPSM :Rick Kydd 
Vehicle Model :FORTE SEDAN     
Model Year :2013 
Mileage :6288 
Initial comments by Technician found in TL Case   
---------------------------------------------------------- 
*** Performed by contact: Bryant Coyne,  
*** This is a Request for Assistance ***  

Problem Description : 
CD PLAYER WILL NOT TAKE CD, I HAVE REPLACED THE RADIO ASSY 2 TIMES FOR THE SAME THING, 

Diagnostics Performed : 
THE ORGINAL RADIO WOULD NOT EJECT THE CD SO I REPLACED THE RADIO ASSY THEN IT WOULD NOT TAKE THE CD AN I TRYED DIFF 
CDS STILL WOULD NOT TAKE, SO THEN REPLACED IT AGAIN IT WAS WORKING WHEN IT LEFT BUT NOW ITS BACH AGAIN AN WILL NOT 
TAKE CD AGAIN SHOULD I REPLACE AGAIN 

Please contact dealer for additional information regarding customer handling & repair status and update customer accordingly. 
[!<For Internal Use Only:  
 >!] 

*** CASE ACCEPTED 10/31/2012 07:13:57 AM (Local Time) LSims 
from Queue Service_Alert_TL2CA_SO to WIP WEST/CENTRAL. 

*** PHONE LOG 10/31/2012 12:20:11 PM (Local Time) LStreenz Action Type: Outgoing call 
Wtr called Britney  
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Case History
1 Left on hold for 2+ Minutes 
2 Will callback at a later time 

[!<For Internal Use Only:  
 >!] 

*** PHONE LOG 11/01/2012 07:07:51 AM (Local Time) LStreenz Action Type: Outgoing call 
Wtr called Britney  

1 The svc advisor that is handling the veh is not available 
2 Can you callback 

Wtr Advised 

1 I can provide you with my info and have her call me back 
2 Provided contact info and case number 

Britney  States  

1 Ok Thank You 

[!<For Internal Use Only:  
 >!] 

*** PHONE LOG 11/02/2012 09:19:02 AM (Local Time) LStreenz Action Type: Outgoing call 
Contact Name: Mandy 
Customer phone #: Same as above 
Customer address:  Same as above    
Year/Model/Mileage of Vehicle:  13 / Forte / 6288   
RO# and Open Date: 10/30            
Days Down at initial Service Alert report:  1  
Repair Issue: Cust states CD player will not accept the CD 
ETA for completion of repairs: Done 10/30       
Repeat Repair (Y/N), if so, how many?  Y / 3x       
Techline Case    
Rental Provided?  If so, since when?   N        
DPSM contacted by dealer    Y 

1 We replaced the unit more than once 
2 We opened TL case for the concern 
3 Cust said she would call with any concerns 

Wtr Advised 

1 Ok Thank You 
[!<For Internal Use Only:  
 >!] 

*** PHONE LOG 11/02/2012 09:20:01 AM (Local Time) LStreenz Action Type: Outgoing call 
Wtr called  

1 Calling to follow up on the recent visit with the dlr 
2 Invalid phone number 
3 Unable to leave VM 
4 Will try again later 
[!<For Internal Use Only:  
 >!] 

*** PHONE LOG 11/06/2012 03:58:21 PM (Local Time) LStreenz Action Type: Outgoing call 
Wtr called  LVM 

1 Calling to follow up on recent visit with dlr 
2 Please callback with further concern 
3 Provided contact info and case number 
[!<For Internal Use Only:  
 >!] 

*** CASE CLOSE 11/06/2012 03:58:28 PM (Local Time) LStreenz Resolution Code = Information Given. 

*** CASE REOPENED 05/02/2013 07:09:30 AM (Local Time) DLyons 
with Condition of Open and Status of Working. 

*** PHONE LOG 05/02/2013 07:10:16 AM (Local Time) DLyons Action Type: Web Contact 
800 vm by Mandy Russo dl  
provided cust/vin 







 
 
June 10, 2013 
 
 
 
 

 
Orlando, FL   
 
Ref: 2013 Kia Forte 
 KNAFU4A2X  
 C/A File  
 
Dear Ms. Sabo: 
 
Your case was forwarded to my Southern regional office to discuss the concerns that you are 
having with your vehicle. I have attempted to reach you numerous times.  The home phone 
number in our system is   I have called this number numerous times and left 
numerous voice messages and to date no one has returned my call. 
 
If you still have concerns with your Kia vehicle, please feel free to contact me at  
or  
 
Thank you. 
 
Sincerely, 
 
 
 
 
Danielle Burke 
Consumer Affairs Analyst 
Southern Region 



 
 
 
 
June 26, 2013 
 

 
 

Orlando, FL   
 
RE:  File         
 
Dear  
 
Please consider this Kia Motors America response to the notice received from you as required by your State.  
After reviewing the concerns with your vehicle, an appointment has been scheduled for inspection of your 
vehicle.  Please deliver your vehicle to City Kia or Greater Orlando at 9 am on July 11, 2013.  Upon 
inspection, Kia Motors America, Inc. will repair any warrantable defects.   
 

City Kia or Greater Orlando 
 

Orlando, FL   
 

Upon your arrival at the dealership, you must see the Service Manager, for a test drive before and after any 
repairs are to be completed. 
 
If after completion of the scheduled repairs you feel that you need additional assistance, you may contact this 
office by mail or fax with a list of any unresolved concerns and a request for our review.  We request that you 
submit your preferred resolution along with a copy of all sales, service and maintenance records for our 
review and determination. 
 
 
We regret that you have experienced this problem with your Kia and we appreciate your patience. 
 
 
Sincerely, 
 
 
 
Danielle Burke 
Consumer Affairs 
 
 
 
cc: Service Manager,  
 District Parts and Service Manager, Kia Motors America 



 
 

Fax   
To: Service Manager From: Phillip Bayless 

Fax: 
 
 Date: June 26, 2013 

Phone: (  Pages: 3 (Including Fax Cover Sheet) 

Re: CC:  File to case  

� Urgent � For Review � Please Comment � Please Reply � Please Recycle 

•Comments: KNAFU4A2XD5720241 

Please see the attached appointment confirmation letter for  Please copy 
the service file and send to: 
 

Kia Motors America, Inc.  
Southern Region Office 

 
Atlanta, GA  

  
 
Please send hard a copy overnight, Attn: ___Danielle Burke______________. 
 

 DO NOT FAX! 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
 

FILE COPY 
 
 
 
 
 
June 26, 2013 
 

 
 

Orlando, FL      
 
RE:  File  
 
Dear  
 
Please consider this Kia Motors America response to the notice received from you as required by your State.  
After reviewing the concerns with your vehicle, an appointment has been scheduled for inspection of your 
vehicle.  Please deliver your vehicle to City Kia or Greater Orlando at 9 a m on July 11, 2013.  Upon 
inspection, Kia Motors America, Inc. will repair any warrantable defects.  Any repairs outside of the 
warranty will be relegated to you (the customer) to resolve.  
 

City Kia or Greater Orlando 
 

Orlando, FL  
 

Upon your arrival at the dealership, you must see the Service Manager, for a test drive before and after any 
repairs are to be completed. 
 
If after completion of the scheduled repairs you feel that you need additional assistance, you may contact this 
office by mail or fax with a list of any unresolved concerns and a request for our review.  We request that you 
submit your preferred resolution along with a copy of all sales, service and maintenance records for our 
review and determination. 
 
 
We regret that you have experienced this problem with your Kia and we appreciate your patience. 
 
 
Sincerely, 
 
 
 
Danielle Burke 
Consumer Affairs 
 
 
cc: Service Manager 
 District Parts and Service Manager, Kia Motors America 
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Consumer Assistance Center Case Report

Printed By: JLiera Case Number  05/16/2013 12:47:37 PM 

Case Details

Title:  IQS cst: veh was noisy, smoked, had no power 3x; I do not want veh 

VIN: KNAFU4A2X  Mileage: 3209 Status:  Working 

Year:2013 Model:FORTE SEDAN 

Priority:  Non-Priority Severity:   Low Call Source: Phone - English

Owner:  Jesus Liera Owner Email:  @kiaconsumeraffairs.com 

Case Type Level1:  Complaint

Case Type Level2:  Quality

Case Type Level3:  Engine/Exhaust/Battery/Fuel System

Case Type Level4:  Engine Performance

Contact Details 

Name:   

Phone:  Alt Phone:  Fax:  

Address1:   

Address2:  

City:  Orlando State:  FL Zip:  32837 Email:  virgohil@hotmail.com

Dealer Details 

Code:   

Name:  City Kia of Greater Orlando 

Case History

*** PHONE LOG 03/14/2013 01:15:26 PM (Local Time) KJohnson Action Type: Incoming call 
Caller  sister, stated: 
1 - My sister's spanish is better than her english 
     [wtr could hear male and female speaking Spanish in background; sister seemed to be translating for them] 
2 - the day after she got this veh, it started making noise, smoking, slowed down 
3 - rs took it to the dealer and they said she did not know how to drive 
4 - she took the car back, and it happened again 
5 - again the dealer said there was nothing wrong and returned it 
6 - it happened a third time and she video'd it happening 
7 - you could hear the car going rrr-rrr-rrr and see that it would not faster than 20 mph 
8 - the car is at the dealer and they are going to keep it for 2 weeks 
9 - she is in an enterprise car, but she has to pay the insurance 
10 - she does not want this car [repeated] 
11 - what should she do? 

Writer: 
1 - Apologized 
2 - fyi, we have spanish speakers at this office and if your sister ever needs help, she can speak directly to one of them 
3 - if she does not want to keep veh, recommend she talk to sales manager or consult WCIM 
4 - wtr will work w/ dlr to be sure all necessary resources are involved to fix veh [she does not want veh] 
5 - provided case no. 

Customer: 
1 - Thank you 
[!<For Internal Use Only:  
 >!] 

*** PHONE LOG 03/14/2013 01:29:16 PM (Local Time) KJohnson Action Type: Outgoing call 
Called  and SVCM Todd stated: 
1 - veh has been here twice; this is second time 
2 - the first time it came in was 3/7; this time it came in 3/13 
3 - she says there is white smoke coming out from under the hood and the car has no speed
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Case History
4 - I put 280 miles on the veh and CND 
5 - there were no codes 
6 - I drove highway and city, turning veh off, letting it sit, and restarting it 
7 - I drove it in to really try to get it to duplicate and I could not 
8 - This time I spoke with Phil Bayless and he said to keep veh for 5 days and continue to drive it and see if we can duplicate it 
9 - so far I have put 140 miles on it without problem so far 
10 - again it is a combination of city and highway driving 
11 - she took a video, but the camera is moving all around and you really cannot tell what is happening  
12 - In some ways, what she is saying does not make sense 
13 - We see no signs of smoke residue on the engine, no sign of a plastic bag being caught and burning off, no sign of fluids leaking or anything l ke this 
14 - I think she might be driving two-footed, but she says she is not 
15 - if you brake and accelerate at the same time, the car will go into failsafe mode 
[!<For Internal Use Only:  
 >!] 

*** PHONE LOG 03/14/2013 01:33:07 PM (Local Time) KJohnson Action Type: Outgoing call 
Called RCAA Danielle, who stated: 
1 - dispatch case 
[!<For Internal Use Only:  
 >!] 

*** PHONE LOG 03/14/2013 01:35:25 PM (Local Time) KJohnson Action Type: Outgoing call 
Called cst and left VM: 
1 - I am sending your case to regional office 
2 - someone will contact you in 2 business days 
[!<For Internal Use Only:  
 >!] 

*** EMAIL OUT 03/14/2013 01:40:40 PM (Local Time) KJohnson Action Type: External email 

Karen  

Phillip, 

I believe you are aware of this vehicle. 

This is a 13 Forte, KNAFU4A2X , 240 miles, orig owner  This is IQS. 

Customer states that veh is at  for third time for a problem where engine becomes noisy, smoke comes out from under hood, and veh will not have 
any speed or power.  

SVCM Todd says this is second visit. 

Customer's first language is Spanish and her siste  called for her. Her sister says  speaks English all right, that she 
understands her, but that she was calling for her sister. 

 states her sister does not want veh back. Dlr CND after extensive test-driving and is continuing to testdrive veh.  

I am dispatching for early intervention. 

You have been sent a Kia Consumer Assistance Case for your reference and action as may be noted in the Case.  If it has been sent to you in error, 
please notify the Kia Consumer Affairs Dept. at  AND delete this email.  

The attached Case is the exclusive property of Kia Motors America and is a Confidential And Proprietary document. It is not to be distributed or 
disseminated to any third party without the express written consent of Kia Motors America. 

<<File Attachment: \\copubs\ClarifyOBJ\CA_Attachments\SendHistory\Case _KJohnson_03-14-2013133322.doc>> 

*** NOTES 03/14/2013 01:41:53 PM (Local Time) KJohnson Action Type: Manager review 
Writer dispatching to southern region 
   (a) for early intervention 
   (b) to contact customer 
Because 
1 - 2013 Forte, 240 miles, orig owner 
2 - veh is at dlr for 2nd time with an engine complaint that dlr CND 
3 - cst does not want veh 
4 - dpsm notified 
5 - rcaa agrees to dispatch 
[!<For Internal Use Only:  
 >!] 

*** CASE DISPATCHED 03/14/2013 01:42:46 PM (Local Time) KJohnson 
from WIP g. Default to Queue Southern Region. 

*** CASE ACCEPTED 03/15/2013 07:01:41 AM (Local Time) OSprague 
from Queue Southern Region to WIP default.
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Case History

*** PHONE LOG 03/15/2013 12:29:20 PM (Local Time) OSprague Action Type: Outgoing call 
Writer spoke to customer and stated: 
1.  Your case was forwarded to regional office 
2.  Case is being assigned to analyst in this office 
3.  Do you have your vehicle or is it at the dealer? 
CALL WAS DISCONNECTED 
Writer called customer back and left message stating: 
1.  Case forwarded to regional office 
2.  Case being assigned to analyst, Danielle Burke 
3.  Analyst will contact you within 24 business hours 
4.  Please call if you need assistance prior to her calling you back (provided contact info - Direct line since area code is in NY) 

Case assigned to analyst DBurke for customer contact 

[!<For Internal Use Only:  
 >!] 

*** PHONE LOG 03/18/2013 06:48:57 AM (Local Time) OSprague Action Type: Outgoing call 
Writer requested sales and service docs from FL112 
[!<For Internal Use Only:  
 >!] 

*** PHONE LOG 03/18/2013 01:32:54 PM (Local Time) DABurke Action Type: Outgoing call 
Wtr states: 
1. Called the customer to discuss the case. 
2. Explained that the KCC transferred the case to wtr for review. 
3. Apologized for the concern that they are having with the vehicle. 
4. Is your concern current? 

Cust  states: 
1. Thank you for calling. 
2. The vehicle is still at the dlr. 
3. I am afraid of the vehicle. 
4. The rental vehicle that I have does not do what my vehicle does. 
5. Me and my daughter were on I-4 and we were almost killed. 
6. My english is not good at all. 

Wtr states: 
1. I understand your engilsh just fine. 

Cust states: 
1. I hope they find the problem and repair it under the warranty. 

Wtr states: 
1. I do as well. 
2. I will call the dlr to later and request your R.O.'s and get an update on the vehicle. 
3. Once I have all the information I will call you back to discuss the case further. 
4. Thanked the customer and ended the call. 
[!<For Internal Use Only:  
 >!] 

*** NOTES 03/18/2013 05:54:19 PM (Local Time) KJohnson Action Type: E-mail rec. 
From DPSM: 
1 - I am aware of this vehicle.  
2 - SVCM Todd  put 200 miles on it the last time to try and duplicate and could not.  
3 - He is planning on driving it extensively again to attempt to duplicate.  
4 - Dealer has yet to duplicate the customers concerns.  
5 - Dealer also drove with customer to give her the opportunity to attempt to duplicate it. 

[!<For Internal Use Only:  
 >!] 

*** PHONE LOG 03/21/2013 12:46:36 PM (Local Time) DABurke Action Type: Outgoing call 
Wtr states: 
1. Called the dlr for an update on the vehicle. 

Todd Srv Mngr states: 
1. The customer's vehicle has been repaired. 
2. We found a misadjusted brake switch and it cooked the brake pads the rotors and the front wheel bearings. 
3. We adjusted the brake switch, replaced the pads and the rotors and the front wheel bearing. 

Wtr states; 
1. Please fax over the R.O.'s as soon as possible.
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Case History
2. Thank you and ended the call. 
[!<For Internal Use Only:  
 >!] 

*** PHONE LOG 03/21/2013 01:11:04 PM (Local Time) DABurke Action Type: Outgoing call 
Called the customer and stated; 
1. I am calling with some good news. 
2. The dlr found your concern and has replaced the brake switch, rotors and front wheel bearing. 
3. Your vehicle is repaired and ready to be picked up. 

 states: 
1. I do not want the vehicle I am afraid of the car. 

Wtr states: 
1. I apologize for the concern that you have had with the vehicle. 
2. Repurchase or replacement of the vehicle is not an option Kia is offering at this time. 
3. Once you pick up the vehicle I will give you a chance to drive the car and I will call you back on Monday for an update. 
4. At that time after I confirm that the vehicle is repaired I will discuss a GW offer for your inconvenience. 

 states: 
1. Ok, thank you I look forward to speaking to you. 

Wtr states: 
1. Thanked the customer apologized for the concern and ended the call. 
2. Will call the customer on Monday for an update. 
[!<For Internal Use Only:  
 >!] 

*** PHONE LOG 03/22/2013 07:39:46 AM (Local Time) AJudson Action Type: Incoming call 
 SVC MGR Todd states: 

1. Gave name, customer name and VIN. 
2. Calling to review customer case. 

Writer States: 
1. Advised customer case opened with SRCA DABurke. 
2. Verified SVC MGR has customer information. 
3. Gave customer case number. 
[!<For Internal Use Only:  
 >!] 

*** PHONE LOG 03/26/2013 10:10:48 AM (Local Time) DABurke Action Type: Outgoing call 
Wtr states: 
1. Called the customer at  to ensure the vehicle was repaired. 
2. There was no answer LVM for call back. 
[!<For Internal Use Only:  
 >!] 

*** PHONE LOG 04/01/2013 10:19:20 AM (Local Time) DABurke Action Type: Outgoing call 
Wtr states: 
1. Called the customer @   to discuss the case. 
2. There was no answer LVM for call back. 
[!<For Internal Use Only:  
 >!] 

*** PHONE LOG 04/02/2013 01:44:56 PM (Local Time) DABurke Action Type: Outgoing call 
Wtr states: 
1. Called the customer @  there was no asnwer LVM for call back. 
[!<For Internal Use Only:  
 >!] 

*** PHONE LOG 04/17/2013 09:25:43 AM (Local Time) DABurke Action Type: Outgoing call 
Wtr states: 
1. Called the customer at  to ensure the vehicle was repaired. 
2. There was no answer LVM for call back. 
3. Sending a call me letter and closing the case. 

[!<For Internal Use Only:  
 >!] 

*** CASE CLOSE 04/17/2013 09:27:06 AM (Local Time) DABurke Resolution Code = Letter Sent. 

*** CASE REOPENED 05/16/2013 12:31:42 PM (Local Time) JLiera 
with Condition of Open and Status of Working. 

*** NOTES 05/16/2013 12:32:17 PM (Local Time) JLiera Action Type: Manager review 
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Case History
Description of Concern and Repair History:  

Writer Reviewed Case with Joshua @  

1 We are done with the repairs 
2 We readjusted the Brake Switch  
3 Customer Call back  

*** PHONE LOG 05/14/2013 09:58 AM US Mountain Standard Time TLarson Action Type:Outgoing call 
Writer Called Customer @ (VM, Spanish ) 

1 Calling to follow up on your visit to the KIA dealer 
2 Wanted to verify that your vehicle was fixed and is working properly  
3 Please Call us back and let us know how its operating 
4 Provided Call back info and case number 

*** PHONE LOG 05/15/2013 11:00 AM US Mountain Standard Time JLiera Action Type:Outgoing call 

***Called Cust*** 
Writer stated: 
1. No answer 
2. LVM with contact info and case number 
3. Calling to follow up on your visit to the KIA dealer 
4. Wanted to verify that your vehicle was fixed and is working properly 
5. Are their any other questions or concerns 
6. Requested a call back 

*** PHONE LOG 05/16/2013 12:29 PM US Mountain Standard Time JLiera Action Type:Outgoing call 

***Called Cust*** 
Writer stated: 
1. Calling to follow up on your visit to the KIA dealer 
2. Wanted to verify that your vehicle was fixed and is working properly  

Caller stated: 
1. This is something difficult 
2. The last time that the dealer fixed the vehicle it worked for about 2 weeks 
3. After that it started to have the issue with the brakes 
4. The time before that was the same thing 
5. I will be driving for a while and then all of a sudden the vehicle will begin to have a roaring noise and will not accelerate more then 20MPH 
6. It doesn't happen all the time but it will and then goes and comes back 
7. Also the brakes will get really hard and will not stop the vehicle 
8. It's a safety hazard for me 
9. It's the same problem over and over with the brakes and will not stop the vehicle 
10. I am scared to drive this vehicle and do not want it anymore 
11. I am looking into getting a lemon law for it because they this is too much 
12. I cannot continue to drive this car 
13. I have to lose days from work to be handling all this and eventually the vehicle will end up back at the dealership for the same problem 

Writer stated: 
1. Apologized 
2. Explained that because this is the third time that she has the vehicle at the dealership and does not feel safe in the vehicle I will get the case out to 
the region for further review 
3. Explained that they will contact her in about 1-2 business days 

Cust stated: 
1. Ok thank you 

[!<For Internal Use Only:  
 >!] 

*** PHONE LOG 05/16/2013 12:47:09 PM (Local Time) JLiera Action Type: Outgoing call 

***Called DPSM Phillip Bayless*** 
Writer stated: 
1. Wanted to make you aware of this case that I am sending to the region
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Case History
2. Cust has a 2013 Forte  
3. Cust had brake switch adjusted at City Kia of Greater Orlando last week but wants to have the vehicle re purchased 
4. Explained that the is the third time she has this concern and repair on the vehicle 
5. Cust claims that she does not feel safe in the vehicle and is claiming a lemon law on it 
5. Will send you an E-mail with more info 

Phillip stated: 
1. Ok forward me the notes 
2. I will check in with the dealership 
[!<For Internal Use Only:  
 >!] 

Attachments to Case:
File Name Location

Email Attachment 03/14/2013 01:35:59 PM 
\\copubs\ClarifyOBJ\CA_Attachments\SendHistory\Case _KJohnson_03-
14-2013133322.doc

***********End Case Report  *********************
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Consumer Assistance Center Case Report

Printed By: KJohnson Case Number -  03/14/2013 01:36:08 PM 

Case Details

Title:  IQS cst: veh was noisy, smoked, had no power 3x; I do not want veh 

VIN: KNAFU4A2X  Mileage: 240 Status:  Working 

Year:2013 Model:FORTE SEDAN 

Priority:  Non-Priority Severity:   Low Call Source: Phone - English

Owner:  Karen Johnson Owner Email:  kiaconsumeraffairs.com 

Case Type Level1:  Complaint

Case Type Level2:  Quality

Case Type Level3:  Engine/Exhaust/Battery/Fuel System

Case Type Level4:  Engine Performance

Contact Details 

Name:   

Phone:  Alt Phone:  Fax:  

Address1:  t 

Address2:  

City:  Orlando State:  FL Zip:   Email:  

Dealer Details 

Code:   

Name:  City Kia of Greater Orlando 

Case History

*** PHONE LOG 03/14/2013 01:15:26 PM (Local Time) KJohnson Action Type: Incoming call 
Caller , sister, stated: 
1 - My sister's spanish is better than her english 
     [wtr could hear male and female speaking Spanish in background; sister seemed to be translating for them] 
2 - the day after she got this veh, it started making noise, smoking, slowed down 
3 - rs took it to the dealer and they said she did not know how to drive 
4 - she took the car back, and it happened again 
5 - again the dealer said there was nothing wrong and returned it 
6 - it happened a third time and she video'd it happening 
7 - you could hear the car going rrr-rrr-rrr and see that it would not faster than 20 mph 
8 - the car is at the dealer and they are going to keep it for 2 weeks 
9 - she is in an enterprise car, but she has to pay the insurance 
10 - she does not want this car [repeated] 
11 - what should she do? 

Writer: 
1 - Apologized 
2 - fyi, we have spanish speakers at this office and if your sister ever needs help, she can speak directly to one of them 
3 - if she does not want to keep veh, recommend she talk to sales manager or consult WCIM 
4 - wtr will work w/ dlr to be sure all necessary resources are involved to fix veh [she does not want veh] 
5 - provided case no. 

Customer: 
1 - Thank you 
[!<For Internal Use Only:  
 >!] 

*** PHONE LOG 03/14/2013 01:29:16 PM (Local Time) KJohnson Action Type: Outgoing call 
Called  and SVCM Todd stated: 
1 - veh has been here twice; this is second time 
2 - the first time it came in was 3/7; this time it came in 3/13 
3 - she says there is white smoke coming out from under the hood and the car has no speed
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Case History
4 - I put 280 miles on the veh and CND 
5 - there were no codes 
6 - I drove highway and city, turning veh off, letting it sit, and restarting it 
7 - I drove it in to really try to get it to duplicate and I could not 
8 - This time I spoke with Phil Bayless and he said to keep veh for 5 days and continue to drive it and see if we can duplicate it 
9 - so far I have put 140 miles on it without problem so far 
10 - again it is a combination of city and highway driving 
11 - she took a video, but the camera is moving all around and you really cannot tell what is happening  
12 - In some ways, what she is saying does not make sense 
13 - We see no signs of smoke residue on the engine, no sign of a plastic bag being caught and burning off, no sign of fluids leaking or anything l ke this 
14 - I think she might be driving two-footed, but she says she is not 
15 - if you brake and accelerate at the same time, the car will go into failsafe mode 
[!<For Internal Use Only:  
 >!] 

*** PHONE LOG 03/14/2013 01:33:07 PM (Local Time) KJohnson Action Type: Outgoing call 
Called RCAA Danielle, who stated: 
1 - dispatch case 
[!<For Internal Use Only:  
 >!] 

*** PHONE LOG 03/14/2013 01:35:25 PM (Local Time) KJohnson Action Type: Outgoing call 
Called cst and left VM: 
1 - I am sending your case to regional office 
2 - someone will contact you in 2 business days 
[!<For Internal Use Only:  
 >!] 

***********End Case Report 
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Consumer Assistance Center Case Report

Printed By: JMojica Case Number -  09/13/2016 09:39:54 AM 

Case Details

Title:  9/12/16: Cust alleges rear window caught on fire while driving 

VIN: KNAFX4A66  Mileage: 21905 Status:  Working 

Year:2015 Model:FORTE 

Priority:  Standard Severity:   Low Call Source: Phone - English

Owner:  Jeannie Mojica Owner Email:  @kiausa.com 

Case Type Level1:  Complaint

Case Type Level2:  Quality

Case Type Level3:  Product Liability

Case Type Level4:  Fire/Explosion

Contact Details 

Name:   

Phone:  Alt Phone:  Fax:  

Address1:   

Address2:  

City:  Loxahachee State:  FL Zip  Email:  

Dealer Details 

Code:   

Name:  West Palm Beach Kia 

Case History

*** NOTES 09/12/2016 12:29:28 PM (Local Time) JFlick Action Type: Dealer contact 
wrtr states: LVM 
1. Do not touch vehicle until NCA contacts you with guidance, Case # 800# 
[!<For Internal Use Only:  
Advised to not touch vehicle until given further guidance >!] 

*** NOTES 09/12/2016 12:31:42 PM (Local Time) JFlick Action Type: Dealer contact 
CTA: 
1. Cust alleges rearwindow caught on fire  
2. Vehicle is currently down at   
3. Cust is requesting a vehicle or hers to be repaired 
4. Please contact cust with resolution 
[!<For Internal Use Only:  
 >!] 

*** PHONE LOG 09/12/2016 12:33:21 PM (Local Time) JFlick Action Type:  
cust states: 
1. rear windshield caught on fire on my way to  work 
2. at W Palm Beach Fl is where the vehicle is located 
3. Got it in feburary i believe, from Off Lease 11k miles on it when i got it 
4. only has 21K, i had gassed up the afternoon before this went 
5. Plastic is melted and the back glass shattered and exploded 

wrtr states: 
1. apologize 
2. where the vehicle located 
3. who did you speak with at dlr 
4. what did they advise 

Cust states: 
1  Serv Manager at the kia in w palm beach fl 
2. for me to call KCAC to report it



























  

  
  

 

     
     

 

              
   

               
    

      
 

        

 

          
   

  

            
   

   

       

  
  

         
 

     
 

         
 

          
 

           
              

                              
                 

     
 

      
             

   



        
 

          
 

      
  

        

      
 

     
 

     
 

        
 

        
  

            

           
                 
       
         

  

 

  
























































